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Journey to Excellence Employee Briefing:
The Assessment Phase Is Done
That collective sigh of relief
you heard last Tuesday came from
the 34 Assessment Team leaders,
who finished presenting their final
reports to the journey to Excel-
lence Steering Committee. These
leaders and their teams, along with
many others who provided infor-
mation and opinions, have now
brought us to the conclusion of
Phase One of our initiative.
All told, there were 550
people involved in this assessment
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phase, as team leaders, members,
interviewees and focus group
participants, and sub-team mem-
bers. Included in that number are
97 attending physicians and mem-
bers of their office staffs. That so
many people were willing to com-
mit their time gives you some idea
how important they think the
initiative is.
The Assessment Teams, you
remember, were charged with
taking a hard look at some of the
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"processes" at Maine Medical
Center. For journey to Excellence, a
"process" is a complex series of
events and activities that crosses
departmental lines. Last week we
talked about "Manage Supply
Chain", for instance. This process
includes people and activities in
departments ranging from purchas-
ing and distribution all the way to
the other end of the chain, the
people in all the departments that
use the supplies. (See the chart for a
full list of the processes.)
The Assessment Team leaders
and their teams interviewed people
affected by the processes, and with
our consulting partners from CSC
Healthcare they gathered data to go
along with the other information.
They looked hard at their own
experiences, listened to what people
were telling them, and drew on the
experience of the consultants. And
through it all, the four MMC Project
Support Team members provided
coordination, perspective, and
energy to multiple teams.
So what's the result of all those
meetings involving all those people,
and all the numbers they crunched
and ideas they talked about? Seven-
teen reports to the Steering Commit-
tee, and within each of those re-
ports, a number of ideas for im-
provements. The Steering Commit-
tee now must decide which ideas to
pursue in Phase Two of the journey
to Excellence.
Phase Two is "Redesign", and
will involve even larger numbers of
people organized to tackle specific
JOURNEY, SEE p.6





Charles R. Baxter, MD
and
Nancy Faller, RN, MSN,
PhD,CETN
This program will enrich
nurses' contributions to quality
health care by providing them with
state-of-the-art information on
wound care from the nursing and
medical perspectives.
For registration information,




Migraine Relief will be pre-
sented by John A. Boothby, MD, a
private practice neurologist, and
Georgann Dickey, NP, from Maine
Neurology, on Wednesday, April
28, from 1700 to 1900 hours. The
event will be held in the Auditorium
in MMC's Dana Health Education
Center.
"Migraines are very treatable,"
says Dr. Boothby. "Those attending
Migraine Relief will gain a better
understanding of the disease along
with information on the latest
treatments." Participants in the April
28 event will have the opportunity
to ask questions and share experi-
ences with other migraine sufferers.
Migraine Relief is part of the
Healthy for Life community health
series and is a partnership of WGME-
TV, Maine Medical Center, and
Shop'n Save.The seminar is free and
open to the public. Refreshments will
be served. Please call 207-871-2196
for more information.
It's a Blast From the Past!
EmployeeAppreciation Week 1999
Spend your bonus bucks in the Cafeteria where menu specials will be
offered all week, have a beverage in your new mug, enjoy a movie, and
treat yourself to something nice. Don't forget to sign the top left of the gift
check now. Sign the bottom left when you use it in a store or restaurant,
not before. Enjoy the week!
This is only a test ....
Prepare yourself for JCAHO!
Can you answer these questions?
Leading up to the visit from the Joint Commission on
Accreditation of Healthcare Organizations,
every issue of What's Happening will have common questions
(and answers) every staff rnernber should know.
Test your knowledge!
• How have you personally been involved in improving the quality of
patient care services in your departInent or the whole organization?
• What is your organization's PI (Performance Improvement) model?
• How do you report a safety-related issue at your organization?
Look for the answers onpage 5.
Take your kids to work at MMC
Does your child wonder what you do all day? Is he or she interested
in a healthcare career? If so, be sure to sign him or her up for Take Our
Kids to Work Day!
The program begins at 0815 hours and concludes at 1130 hours on
Friday, April 23. Kids ages 8 to 14 will have the opportunity to participate
in activities and tour selected departments. Because of infection control
and patient confidentiality concerns, children will not visit patient care
areas. However, these areas will not be forgotten. Aspects of patient care
will be presented in several activities and a slide presentation.
Take Our Kids to Work Day is an outgrowth of Take Our Daughters
to Work Day, which began in New York City in 1993. Select departments
have participated in this day for several years. Because of the program's
success, this year Public Information and Nursing are collaborating to
organize a house-wide program.
If your child is interested in "coming to work" April 23, please fill out
a registration form (located outside Public Information on the Bramhall
Campus) and send it to Lisa Filippelli in the Public Information office. The
program is limited to the first 60 registrants. We also need six adult lead-
ers to help with the program. If you are interested in helping out, or have






What's Caring To Make A Difference all about? It's about people
who make MMC special. It's about the folks who are quietly working hard
each day to improve themselves, improve their departments, and improve
the quality of life at MMC for everyone who enters our doors.
Lookingfor (btality inAll the Right Places
1999 Quality Fair
Thursday, March 25 & Friday, March 26
hest Pain
bservation
More than 800 employees,
physicians, students and volunteers
visited the 6th Annual Quality Fair
last month! Looking For Quality In
All The Right Places was this year's
theme and there was much to be
found indeed.
Some quality projects high-
lighted new procedures that not
only benefit the patient but also
reduce costs. Other projects dis-
played new equipment that makes
our work safer and more effective
and others detailed improvements
for our internal customers ...you!
Eighteen teams presented
poster displays and included
projects from the following depart-
ments: Cardiology, Medical Quality,
Infection Control, Nursing Re-
sources, Brighton SurgicalCenter,
Nursing Research, Cardiac Surgery,
Brighton FirstCare, Emergency
Department, Social Work, PACU,
ASU, Rehabilitation Services, and
the Patient Education team.
In preparation for the upcom-
ing May 1999 JCAHO visit, this
year's quality fair gave us an oppor-
tunity to preview several of the
various Performance Improvement
projects that are under way on the
Bramhall and Brighton campuses.
Presenters were asked to include a
few relevant aspects to any Perfor-
mance Improvement project.
For those who are preparing
storyboards now, we offer the
following three points as remind-
ers:
• the project must reflect an
interdisciplinary team effort;
• it should follow the Plan-
Do-Check-Act cycle, which is
Maine Medical Center's system-
atic process for Performance
Improvement; and
• it should have measurable
results!
Makes sense when you think
about it!
If you want help as you work
on your storyboards, please give
us a call in the CPQI Office at
871-2009. We would love to help
you!
Thank you to all who
took part by planning
participating in, or
attending
the 1999 Quality Fair!
You helped make the
fair a success!
Each of you embodies
the phrase




The show went on the road
and had previews at both the
Brighton and Scarborough cam-
puses last week. Eleven of the
posters were displayed to offer
employees and visitors at our other
two primary MMC sites the oppor-




Information Services, helped to
-Ii. coordinate the efforts at the
~~ .• ;...;~ Scarborough site and Suzanne
Parenteau, Brighton FirstCare,
made sure that the Brighton cam-
pus had the opportunity to join in
on the fun too! Many positive
comments were expressed and it
was obvious that both sites appreci-
~ ated the extra effort to include a
broader range of MMC employees
in this year's event.
If you or your department
would like information on any of
the projects, please contact the





Many people went "behind
the scenes" to bring this
Sherlock Holmes production to
center stage this year. One
notable point is that the plan-
ning team was able to bring all
the details together -- arranging
theme, logistics, and publicity --
in just three meetings!
The 1999 Fair Planning
team included Mary Keysor and
John Romano, Food and Nutri-
tion Services; Deb Tillotson,
Medical Quality; Suzanne
Parenteau, Brighton FirstCare;
Elaine Toher, Audio Visual Ser-
vices; Steve Rohman, Engineer-
ing; Terry Lynn McGarvey, Staff-
ing Office; Martha Davoli, Pub-
lic Information; Dan Nein, Envi-
ronmental Services; and Dee
Roberts, Jeff Gregory and Cindy
Bridgham, CPQI.
Thank you all for another
great fair!
In addition to the planning
committee, there were many
more who worked to make the
fair a huge success and they
include: Judy Thomas ( AKA
Alex Trebek) for JCAHO Jeop-
ardy; Carpentry and Paint
Shops; Environmental Services;
Food and Nutrition Services;
Audio Visual Services; Print
Shop; Copy Center; and Volun-
teer Services.
We appreciate all your hard
work and enthusiasm!
Caring To Make A Difference is a
monthly publication of the Continuous
Productivity and Quality Improvement
Office. Ideas, questions, and comments
may be directed to the Editor, CPQI
Office, at 871-2009, Fax 871-6286.
Weight Watchers At Work
New series begins soon"---
Two Open House sessions offered
Mon., April 26, 1600 hours, Dana 4
Tues., April 27, 1200 hours, Dana 9
Sign up atmeetingj payroI1deductWn is
available. !f~interest, second
class will be added. Call871-2196FMI.
Let your voices be heard
on Nurses Day!
The Fourth Annual "Celebrate Nurses' StoriesJJContest
If you are a member of MMC's nursing staff, you are invited to submit
an exemplar, maximum 500 words, telling us about a moment in your
nursing career. Your moment might best illustrate nursing for you ... it might
be a moment your life was changed by a patient...or a moment you
changed theirs!
Submit your typed, or neatly written, exemplar to the Office of the
Vice President for Nursing/Patient Services by 1200 hours Friday, April 23.
First Prize is $300, there are two Honorary Mention Awards of $50
each and, new this year, there will be a Student Nurse Award of $50.
Winners will be announced Thursday, May 6, at 1200 hours in the
Nursing Hall of Fame in the P2A Bypass Corridor.
For more information, please call Sue Goran or Suneela Nayak at
871-2397.
This is only a test ....
Answers tojGAHO Q}lestions
Q How have you personally been
involved in improving the quality of
patient care services in your depart-
ment or the whole organization?
OR What has changed for the
better in your department in the last
18 months?
A Involvement may be putting
information learned to good use or
it may be participating in depart-
ment or organization-wide teams.
Include a measurement and infor-
mation that identify the improve-
ment. Example: We reduced the
"wait time" in our admitting area
from 30 minutes to 15 minutes by
organizing our scheduling pro-
cesses.
Q What is your organization's PI
(Performance Improvement) model?
A Our model is PDCA (Plan· Do-
Check- Act). Plan a better way to
do something. Do or try your plan.
Check or measure the results of the
plan to see if it's working. Act on
the plan by standardizing or formal-
izing it to maintain your results (or
start over if it did not work or you
want better results).
Q How do you report a safety-
related issue at your organization?
A One of two ways: Report
through your supervisor and alert
him or her to a hazard in the de-
partment OR complete a work
injury report form and flag it as a
near miss (forms are available from
your supervisor or through the
Human Resources Worker's Com-
p_e_n_s_a_ti_o_n_r_e_p_re_s_e_n_ta_t_iv_e_)_. 5_1 _
Spring Fever Neonatal Update
Sunday, May 2, through Tuesday, May 4
MMC Dana Center
Registered nurses in acute care, ambulatory, and
horne health settings will gather knowledge for
research-based clinical practice, improved patient and family
education, and enhanced professional growth.
For registration information,
please contact Nursing Resources, 871-2397.
Nursing scholarships available
The Scholarship and Loan
Committee of Maine Medical
Center's Department of Nursing
Services will soon consider
grants for the 1999-2000 school
year.
Any MMC employee en-
rolled in or accepted to an
accredited nursing program
(MS, BS, AD, Diploma, LPN,
CNA) is eligible and invited to
apply. The committee considers
grants for both the Spring and
Fall semesters at the same time,
so applicants should anticipate
their needs for the full year.
Applications are available in
the office of the Vice President
for Nursing/Patient Services. The
application deadline is Friday,
July 2. For further information,
please contact committee chair-
person Suneela Nayak, MSN, RN,
in Nursing Resources at 871-2397.
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improvement ideas.
The problem is, no matter how
good all the ideas from the Assess-
ment Teams are, we can't pursue
them all at once. There isn't enough
time or energy for that, so the Steer-
ing Committee has to set priorities.
They have to weigh how simple or
complicated each idea is, expected
improvements in clinical quality,
customer service improvements for
both internal and external customers,
which ideas will have the greatest
impact on other processes or lay the
groundwork for others, operational
improvements, and much more.
Some ideas undoubtedly will be
set aside, and some will be deter-
mined to be changes that can be
made without the full-blown redesign
process of Phase Two. The others
will be prioritized into successive
"waves". This means that the work
can be spread out. It also means that
the process redesign ideas can be
done in the best order - if two ideas
depend on another happening first,
that's the one you do first.
Wave One of the redesign
phase will begin in May, and last until
September. Then it's Wave Two, and
so on.
The Steering Committee will
have reached its difficult decisions in
the time between when this issue of
What's Happening goes to press and
when you read it. In our next issue,
we'll outline the waves in detail.
There also will be departmental
meetings, town meetings, and other
ways for you to learn about the
"roadmap" that will lead us through




Spring is here and so is the 7th
annual United Way DAY OF CAR-
ING !!
This year, Day Of Caring
organizers hope to recruit 1,000
volunteers from businesses and
schools to go into the community
and work as a team to make a
difference for all of us. There are
more than 75 project sites that
have requested help. Last year's
sites included YMCA, Campfire
Boys and Girls, Gorham Trails,
American Red Cross, and many,
many more.
The Day of Caring is Thursday
May 20, from 0800 to 1500 hours.
The rain date is May 27. Day of
Caring t-shirts are available for the
first 20 employees who sign up,
lunch is provided at the site, and
the day starts out with a 'kick off'
breakfast at Deering Oaks. It really
is a special day of good work and
lots offun!
If you're interested, check with
your supervisor to see if you can
participate and then call company
coordinator Cindy Bridgham in
CPQI (871-4887) to get yourself
registered. The deadline is May 3,
so don't delay! Volunteers from the
same company can be assigned
together at the same site.
One day can make a difference!
The MMC Epilepsy Support
Group will meet Monday, May
10, in Dana #9, from 1900 to
2030 hours. Anyone with epi-
lepsy/seizures and their family
members, friends, or co-workers
are invited. For more information,
call Debbi, 800-660-7832.
Are you interested in forming a
corporate track and field team?
MMC employees, medical staff,
volunteers, and significant others
are eligible.
Please call Joe, 871-2610 or
775-2221, if you are curious, or
know anything about corporate
track. Involvement would include




The Clinical Ethics Committee
holds forums each month, with a
medical department leader discussing
frequently encountered ethical issues.
Anyone interested is invited to listen
in, ask questions, make comments,
and, in the process, learn.
One such forum takes place
Wednesday, April 14, with Jonathan
Himmelfarb, MD, Director, Division
of Nephrology. Another will be held
Wednesday, May 12, featuring Carl
Bredenberg, MD, Surgeon-in-Chief,
Department of Surgery. The sessions
take place in Dana Center Classroom
3 from 1500 to 1600 hours.
Call 871-2352 for questions.
You'll hear the soups, hot
entrees, heart healthy,
vegetarian, and grill
offerings for the day.
What's for lunch in
the Cafeteria?
Call K-A-F-E (x5233)
to find out what's
on the menu!
6
Do you have questions, ideas,
'or comments? Call the Journey
to Excellence voice mailbox.
Dia1871-6996 and follow the
prompts. The mailbox is 10035.
Or send an email to "journey" .
lVI~rke~pl~ce
In order to ensure that everyone
has an opportunity to use the
Marketplace, ads may be placed
once only. Repeats will be permit-
ted only on a space-available basis.
FOR SALE
This End Up computer desk 24 x 50
excellent condition. New sells for
$419, asking $250. Call 797-7256 for
details.
1987 Ford Tempo, 4 DR, engine
replaced last fall, new brakes, some
rust, inspected. $1,200. Call 839-2948.
1987 Kubota G4200H lawn tractor; 4
foot snowblower, hydraulic lift, hydro-
static, 12 H.P. diesel, 122 hrs, wheel
weights, chains, exc. condo $3,000.
Call 539-9142.
Hunting camp, tar road, yearround,
0.6 acre lot, gas lights, fridge, wood
cook stove. Has potential. $14,000;
camp may be moved, negotiable. Call
539-9142.
19 cu. ft. GE frost free, top freezer
refrigerator, 6 years old, excellent
condition, textured almond color.
$250. Call 885-5562.
1985 Ford Mustang LX. Black, 4 spd,
2.3 h engine. 2 owner. All records
kept. Very clean car. Has new exhaust,
muffler, tailpipe, clutch, radiator,
timing belt, 4 sports tires, and starter.
Has a used engine w/65,000 miles.
Needs a tune-up. Asking $1,200 or
BO. Call 854-4474.
1987 Ford Bronco 4 x 4, runs good.
Used daily 150K, engine rebuilt at
75K, summer and winter tires on rims.
$1,900 or BO. Call 767-4272.
1994 Saturn wagon. 74K, a/c, cassette
player, great condition. Book value,
$7,550, asking $6,950. Call 839-6368.
Buy our banked timeshare week for
$250. All fees paid. Call 883-4680,
leave message.
Beanies - Glory retired, Valentino
retired, Curley, Erin & Princess $150
pkg. Call 787-3748, leave message.
Lifecycle exercise (computerized) bike.
$400 or BO. Call 767-3876, leave
message.
1991 Nissan Sentra XE, excellent
condition. 72,000 miles, one owner, 5
speed, beige, 2-door, A/C, cruise, AM/
FM cassette stereo, $4,200. Call 878-
0979.
Used LifeStyler Triple Action Cycle
stationary bike. 4 years old, excellent
condition. $50 or BO. Call 846-0174.
Beanie Babies: "1998" Holiday Teddy
comes complete w/protective box, tag
and certificate of authenticity. Special
price $150. Call 892-1615.
Packard Bell Legend 300 CD, 60 Mhz
Pentium, 636K Memory, DOS Version
6.2, Windows 3.11, World Multimedia
Atlas, Grolier Multimedia Encyclope-
dia, MS Works; Monitor, 14" Packard
Bell; Printer, Hewlett Packard Deskjet
560C, $500 for all 3 pieces. 5-Piece
luggage set, black & white tweed, all
fit inside largest piece. 26" wheeled
pullman, 24" pullman, garment bag, 2
carry-on bags, $50 for set. Call 839-
6644 or 854-5967.
AKC Springer Spaniel pups, liver &
white. Quality bred, great family dog.
Up-to-date shots. Ready to go 4/16.
Call 207-799-2143.
Quality entertainment center. Holds
up to 30" TV, stereo and storage.
$300. Call 767-2474.
FOR RENT
French-inspired 1 BR penthouse w/
deck and view of Casco Bay, terra
cotta floor tiles, old-world tumbled
marble countertops, cherry cabinets,
beautiful maple floors, ceramic tile BA,
all new appliances, skylights. Flexible
occupancy to the discriminating and
professional tenant. $1,1 OO/mo.
everything included. Parking. Available
May 1. Call 780-6557.
Waterfront camp, beach, sleeps six,
near Baxter Park Mt. Katahdin, quiet.
Call 657-21 04.
Windham Crossing area. Furnished,
part-time space available. Excellent for
satellite office. 800 sq ft. Very reason-
able. Call 878-3400.





April 28 for the May 12 issue
and
May 12 for the May 26 issue.
All items must be in writing.
Information for What's Happening
may be sent by interoffice mail to
the Public Information
Department, by email to FILlPL,
or by fax to 871-6212.
Available now. $550/mo. + security
deposit, utilities and lease. Call 839-
3170 0600 - 1800 hours.
House in South Portland. Small,
efficient, clean 2 BR ranch. Nice
neighborhood, near schools. Deck.
$650/mo. + utilities. Call 776-0151.
West End. Lovely, sunny, 1 BR. Hard-
wood floors, parking. $600/mo. Call
879-2404
ROOMMATE WANTED
M/F to share 4 BR, 2 BA house in
Standish w/3 other people. $250/mo.
includes utilities. Pets considered. Call
741-9041.
WANTED
Large trampoline, reasonable, and
white metal bunk beds. Call 892-1615.
Responsible young adult needed to
watch 3 YO late afternoons and
evenings 2-3 nights a week. Pay
negotiable. Call 874-2760 eves or page
767-8783.
SERVICES
Odd jobs. Lawn mowing (commercial
& residential), tree work, interior &
exterior painting, spring cleanups, bark
mulching. Free estimates, references,
insured. Call 657-6345.
Gourmet meals delivered to your
home. Menu changes weekly. More






at Maine Medical Center
All Healthviews. Xtra TV 4,
month Thursdays, 2000-2100 hours.
April 14 Ethics Forum. Dana #3. All
See p.6 welcome. 1500-1600 hours.
April 15 MSNA program. 1745-1945
hours, Dana #9. Call Susan
Goran, RN, 871-2397.
April 16 Medical Center Singers
Salute to the USA. 1900-2000
hours, Dana Auditorium.
April 19 Photo Contest for Kids.
Through April 24, Maine Mall
Center Court. Call 871-2101.
April 23 Take Your Kids to Work Day.
See p.2 0815-1130 hours, Dana
Center. Call 871-2196.
April 28 Migraine Relief. 1700-1900
See p.2 hours, Auditorium.
June 10 MMC Honor Night. Holiday
Inn By the Bay, 1700 hours.
Watch for details!
NEW EMPLOYEES






FINANCIAL SERVICES: Susan Copp
FOOD SERVICES: Patience Berry,




NURSING: Anne-Marie Gray, Susanne
Delise, Lori O'Quinn
OPERATING ROOM: Janet Bergeron,





POISON CONTROL: Heather Basso
RADIOLOGY: Susan Carrier
SWITCHBOARD: Linda Carney
The 30th Annual Spring Surgical Symposium
Friday,May 14, 0800-1530 hours
MMC Dana Center Auditoriwn
The Isaac M. Webber Surgical Lecture:
Our Evolving Healthcare System
Michael Zimmer, MD, Surgeon-in-Chief
Bcigham and Women's Hospital
Sponsored by MMC Department of Surgery.
Call 871-2934 for more information.
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